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ABSTRAK
Zulva Rizky Anisa. PELAKSANAAN PELAYANAN TATA USAHA 
DI SMK BATIK 1 SURAKARTA. Skripsi: Fakultas Keguruan dan Ilmu 
Pendidikan Universitas Sebelas Maret Surakarta. Juni 2017.
Tujuan penelitian ini adalah untuk mengetahui: (1) Bagaimana 
pelaksanaan pelayanan tata usaha di SMK Batik 1 Surakarta. (2) Kendala yang 
dihadapi dan solusi dalam pelaksanaan pelayanan tata usaha di SMK Batik 1 
Surakarta
Jenis penelitian yang dilakukan adalah penelitian deskriptif kualitatif. Key 
informan/informan kunci penelitian ini adalah Kepala Sekolah SMK Batik 1 
Surakarta. Adapun informan pendukung yaitu; Ketua Tata Usaha, personel tata 
usaha sebagai pelaksana pelayanan tata usaha dan guru, peserta didik serta wali 
murid sebagai sasaran pelayanan tata usaha. Teknik pengumpulan data 
menggunakan teknik wawancara, observasi dan analisis dokumen. Teknik 
pengambilan subjek penelitian yang digunakan dalam penelitian ini adalah teknik 
purposive snowball sampling. Sedangkan teknik analisis data yang digunakan 
adalah analisis interaktif dengan aktivitas yang meliputi reduksi data, penyajian 
data serta penarikan kesimpulan dan verifikasi. Pengujian keabsahan data 
dilakukan melalui triangulasi metode dan sumber.
Hasil dari penelitian ini adalah: (1) Pelaksanaan kegiatan pelayanan tata 
usaha di SMK Batik 1 Surakarta mencakup: (a) Mencatat. (b) Mengetik. (c) 
Menghimpun. (d) Mengolah. (e) Menggandakan. (f) Memberikan kode/nomor 
surat. (g) Mengirim. (h) Menyimpan. (2) Pelaksanaan pelayanan tata usaha di 
SMK Batik 1 Surakarta diukur melalui: (a) Bukti fisik (Tangibles). (b) Keandalan 
(Reliability). (c) Ketanggapan (Responsiveness). (d) Jaminan dan kepastian 
(Assurance). e) Perhatian (Emphaty). (3) Kendala yang terjadi pada pelaksanaan 
pelayanan tata usaha di SMK Batik 1 Surakarta adalah: (a) Pelaksanaan tugas 
yang belum sesuai dengan pembagian job deskripsi. (b) Pengagendaan surat 
masuk dan keluar belum terlaksana dengan baik. (c) Kurangnya sarana dan 
prasarana pendukung. (d) Kurangnya keterbukaan antara atasan dan bawahan. (4) 
Solusi dari peneliti atas kendala pelaksanaan pelayanan tata usaha di SMK Batik 1 
Surakarta adalah: (a) Personel tata usaha harus mengembangkan kompetensi yang 
dimiliki melalui keikutsertaan dalam berbagai pelatihan. (b) Personel tata usaha 
harus mengadakan pengagendaan surat menggunakan sistem satu pintu. (c) 
Menambah sarana dan prasarana untuk menunjang kegiatan pelaksanaan 
pelayanan tata usaha. (d) Sikap keterbukaan antara atasan dan bawahan.
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ABSTRACT
Zulva Rizky Anisa. IMPLEMENTATION OF BUSINESS SERVICES IN 
SMK BATIK 1 SURAKARTA. Thesis: Faculty of Teacher Training and 
Education Universitas Sebelas Maret Surakarta. June 2017.
The purpose of this research is to know: (1) How the implementation of 
administrative services in SMK Batik 1 Surakarta. (2) Constraints faced and 
solutions in the implementation of administrative services in SMK Batik 1 
Surakarta
The type of research conducted is qualitative descriptive research. Key 
informant of this research is headmaster of SMK Batik 1 Surakarta. The 
supporting informants are; Chairman of Administration, administrative personnel 
as executor of administrative services and teachers, learners and guardians as 
targets of administrative services. Technique of collecting data using interview 
technique, observation and document analysis. Technique of taking research 
subject used in this research is purposive snowball sampling technique. While the 
data analysis technique used is interactive analysis with activities that include data 
reduction, data presentation and conclusion and verification. Testing the validity 
of data is done through triangulation of methods and sources.
The results of this research are: (1) Implementation of administrative 
services activities in SMK Batik 1 Surakarta include: (a) Record. (b) Type. (c) 
Collect. (d) Rework. (e) Doubling. (f) Provide the code / letter number. (g) 
Sending. (h) Storing. (2) Implementation of administrative services in SMK Batik 
1 Surakarta is measured through: (a) Physical evidence (Tangibles). (b) Reliability 
(Reliability). (c) Responsiveness. (d) Warranties and certainty (Assurance). (e) 
Attention (Emphaty). (3) Obstacles that occur in the implementation of 
administrative services in SMK Batik 1 Surakarta are: (a) Implementation of tasks 
that are not in accordance with the division of job descriptions. (b) Incoming and 
outgoing mail submission has not been done well. (c) Lack of supporting facilities 
and infrastructure. (d) Lack of openness between superiors and subordinates. (4) 
The solution of the researcher on the obstacles of the implementation of the 
administrative services in SMK Batik 1 Surakarta are: (a) Administrative 
personnel must develop their competencies through participation in various 
trainings. (b) The administrative personnel shall organize mailing arrangements 
using a one-door system. (c) Adding facilities and infrastructures to support the 
implementation of administrative services. (d) Attitude of openness between 
superiors and subordinates.
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